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The main purpose of .I.his‘resea‘rch was to compare lhe.service quality ag expected ang per-
ceived by primary care unit clients in Amf“"‘ Charoen province. Dagy Were collected from 4y
clients by means of self-administered questionnaire during a period January - February 2004,

Results showed that the service quality as expected was signiﬁcantly higher than the fervice
quality as perceived (overall mean 4.33 and 4.1 1, respectively; p< 0.001). 1In addition, service
quality as expected was significantly higher than the service quality as perception for i aspect of
service quality - tangibility (4.32 vs. 408, respectively; p<0.001), reliability (4.3] s, 4.10
tively; p < 0.001), responsiveness (4.26 vs. 4.03, respectively; p < 0.001), assur,
respectively; p < 0.001) and empathy (4.38 v

s. 4.20, respectively; p <0.001).
It can be concluded that clients’ perception of overall service quality was high but stijj signifi-
cantly lower than clients’ expectation. Health care professionals should: therefore, realize and im-

prove their service quality in order to accomplish clients satisfaction.

, respec-
ance (4.36 vs, 4.13,
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